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What is your goal? What do you want to achieve? From what metric? To what metric? By what date?
Example: “I will decrease my 5K run time from 30 minutes to 21 minutes by June 15, 2020.”

R

How does this goal align with or support your dealer’s vision? 
What are the BENEFITS of achieving your goal? What are the CONSEQUENCES if you don’t?
Why is this goal important to you? 

RM TS ASpecific Measurable Achievable Relevant Time bound

SERVICE OPERATIONS ASSIGNMENT – ACTION PLAN



FIXED OPERATIONS 2 – SERVICE
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What specific actions or steps will you take to accomplish your goal?  What will you do differently or 
improve? 
For each, be sure to include necessary resources, who is accountable, the measurable result, and dates. 

A TS M

SPECIFIC ACTION/
STEP

NECESSARY 
RESOURCE(S)

ACCOUNTABLE 
PERSON(S) EXPECTED RESULT

START, END, & 
CHECK POINT 

DATES
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Potential Obstacles? Potential Solutions?

BOTTOM LINE! What is the financial impact (expressed in dollars) of achieving your goal?

R

How will you track your progress? Where will you find the information? How often will you check in? 

A TS M

A A
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CONGRATULATIONS! You’ve accomplished your goal! You added or adjusted policies, procedures, and 
behaviors. Now what? How will you ensure you and your staff do not fall back into the previous habits 
that produced poor results? Be specific.

S A

SERVICE OPERATIONS HOMEWORK – ACTION PLAN


	How does this goal align with or support your dealers vision: Our goal is to increase our hours per R.O. for customer paid labor from our YTD average of 1.75 hr to 2.0 hr per R.O. We intend to accomplish this by 8/31/2023.
	2020 National Automobile Dealers Association All Rights Reserved: We are currently  missing opportunities to upsell needed maintenance to our quick service lane as well as repair customers. By doing a better job identifying and recommending needed maintenance we'll not only help out the stores and our employee's bottom line, but we'll also make sure our customer's vehicles are safer and better maintained. This will align with our dealer groups vision of Doing Business the Right Way".



The benefits of acheiving this goal : Currently YTD we're averaging 1.75 hrs per R.O. By increasing that average .25 to 2.0 hrs per R.O. we will add an additional 157.25 hours per month X EFL of 127.70 = $20,080.83 additional labor gross on an average month.



If we fail to increase the billable hours we will continue to underutilize our technicians and our shop.

This goal is important to me because it will generate increased labor gross for the department which will lead to increased earnings for department and it's employees. Tech Efficiency will increase from 50.9% to 55.20% and facility utilization will increase from 40.09% to 43.42%.
	SPECIFIC ACTION STEPRow1: Wynn's Service Writer Training
	NECESSARY RESOURCESRow1: Wynn's Rep and Training Consultant
	ACCOUNTABLE PERSONSRow1: Jeff Dailey/Matt Evans
	EXPECTED RESULTRow1: Increased sales
	START END  CHECK POINT DATESRow1: start-5/25/2023,

 Ongoing weekly and monthly monitoring,

Ongoing qtrly training


	SPECIFIC ACTION STEPRow2: Manager coaching of Quick Service Team on Vehicle Insppection and upsell opportunities
	NECESSARY RESOURCESRow2: Time
	ACCOUNTABLE PERSONSRow2: Jeff Dailey / Gary-Team Lead
	EXPECTED RESULTRow2: Better at identifying needed maintenance
	START END  CHECK POINT DATESRow2: 6/1/2023, with ongoing weekly training and monitoring 
	SPECIFIC ACTION STEPRow3: Work with line techs to make sure they are identifying additional maintenance needed 
	NECESSARY RESOURCESRow3: Time
	ACCOUNTABLE PERSONSRow3: Jeff Dailey / Matt Evans
	EXPECTED RESULTRow3: Better performance identifying needed maintence while completing repairs
	START END  CHECK POINT DATESRow3: 6/5/2023, with ongoing weekly training and monitoring 
	SPECIFIC ACTION STEPRow4: Look into different available video presentation solutions for techs to video repairs vehicle needs
	NECESSARY RESOURCESRow4: Time
	ACCOUNTABLE PERSONSRow4: Matt Evans/Jeff Dailey
	EXPECTED RESULTRow4: Better presentation so customer can more easily understand the work thats needed
	START END  CHECK POINT DATESRow4: Have research done by 6/30/2023, choose a product by 7/7/2023
	SPECIFIC ACTION STEPRow5: 
	NECESSARY RESOURCESRow5: 
	ACCOUNTABLE PERSONSRow5: 
	EXPECTED RESULTRow5: 
	START END  CHECK POINT DATESRow5: 
	SPECIFIC ACTION STEPRow6: 
	NECESSARY RESOURCESRow6: 
	ACCOUNTABLE PERSONSRow6: 
	EXPECTED RESULTRow6: 
	START END  CHECK POINT DATESRow6: 
	SPECIFIC ACTION STEPRow7: 
	NECESSARY RESOURCESRow7: 
	ACCOUNTABLE PERSONSRow7: 
	EXPECTED RESULTRow7: 
	START END  CHECK POINT DATESRow7: 
	SPECIFIC ACTION STEPRow8: 
	NECESSARY RESOURCESRow8: 
	ACCOUNTABLE PERSONSRow8: 
	EXPECTED RESULTRow8: 
	START END  CHECK POINT DATESRow8: 
	A: Monitoring our daily, weekly and monthly progress on Service Advisor Sales Analysis Report to ensure we're making progress and new processes are giving us the results we're looking for. Going over results once a week with each advisor. 
	A_2: Push back from employees that happens whenever you change or adjust processes.
	A_3: Taking time to personally demonstrate how presenting needed maintenance will improve their earning potential and protect their customers vehicle investment.
	R: Fianacial impact for service department for this small increase will add $20,000/mo - $240,000/year to labor sales.
	S: Continuous monitoring of results from customer pay & ongoing training by Wynn's and mentoring/roleplaying with advisors and techs. Looking into signing up with a third party company like Dynatron to help us with monitoring results.


